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Dame Sandra Dawson DBE 

Chair, Remuneration Committee 

TSB BankPlc 

5th Floor 

20 Gresham Street 

London 

EC2V 7JE 


3rd May 2018 

Dear Dame Sandra 

Executive Performance and IT Integration 

I refer to my previous letter dated 15th February 2018 regarding the payment of integration 
bonuses to senior executives of TSB. A copy of that is letter is attached. 

In that letter I said: "The migration plan was cancelled at the last minute because work on 

large parts of the new platform had not been completed on time, testing was still to be done 

and the testing that had been completed showed the system was not stable enough for 

customer role out". If you had taken due notice of our concerns regarding the migration of 

customers onto Proteo4UK, which were coming directly from members working on the 

project and involved in the testing , TSB's IT fiasco could have been avoided. 


This embarrassment is now entering its 11th day, with thousands of customers still unable to 
access their accounts or make payments. Last week Paul Pester, Managing Director of TSB, 
said that he had appointed a team of experts from IBM to "get to the bottom" of the problems 

) 	 and gave a deadline of Saturday to find a solution. That deadline, like all the other previous 
deadlines from Mr. Pester, has been and gone, and up to a million customers still have no 
access to TSB's online banking service. 

Last week Mr. Pester said that the branch network was open as normal but we now know, 

according to his letter to Rt. Hon. Nicky Morgan MP, Chair of the Treasury Select 

Committee, that was incorrect. By Friday, 27th April, the new counter technology was not 

functioning properly in 40% of TSB branches. In c. 60 TSB branches the counter technology 

was not functioning at all. On 27th April, Banco Sabadell, TSB's parent company, said when 

announcing its Ql 2018 results that: "From day one the Proteo4UK platform has provided 

the usual service to branches". How Banco Sabadell could make such a statement when they 

must have known that 4 out of 10 TSB branches were not providing the "usual service" to 

customers is beyond us. Equally, the factual accuracy of Mr. Pester's statements over the 

course of the last 11 days is no doubt something on which you will want to reflect. 
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Parts of the branch network are teetering on the brink of collapse with staff working 12-hour 
shifts without breaks to deal with disgruntled customers. Our members have had to deal with 
levels of abuse never seen before. The TSB brand, which our members have helped build 
over the last 4 years, is in tatters and customers are threatening to leave in their droves. It is 
quite simply the biggest IT disaster in British banking history and it could get worse over the 
next few days if IBM can't identify the problems and fix them. 

The cost of this disaster, including the November delay, could be c. £150 million when you 
take into account compensation payments to customers, cancelling overdraft fees, increasing 
interest rates, fines from the Regulators, increased IT costs, the haemorrhaging of personal 
current account customers and lost future business. This is money which TSB is never going 
to be able to recover. At the Treasury Select Committee hearing yesterday Mr. Pester said he 
would not take any bonus for completing the migration of customers. That is not good 
enough. Given the current shambles, neither Mr. Pester nor any member of the Bank's 
Executive Committee (BEC), should get any performance bonuses whatsoever for 2018. 
Furthermore, Sabadell Integration Awards granted in previous years to Mr. Pester and other 
members of the BEC should also be recovered. If the Remuneration Committee pay any 
performance bonuses to any member of the BEC then, as a shareholder, the Union will take 
legal action and your justifications for making such awards in the face of this botched IT 
migration will be subject to the scrutiny of the Court. 

Yours sincerely 

MarkVBrown 
General Secretary 



Dame Sandra Dawson DBE 
Chair, Remuneration Committee 
TSB Bank Pk 
5th Floor 
20 Gresham Street 
London 
EC2V 7JE 

21st February 2018 

Dear Dame Sandra 

Executive Performance and Sabadell Integration A ward 

TSBU, which represents the overwhelming majority of union members in TSB and is a 
shareholder of Sabadell, is registering its opposition to the Remuneration Committee's 
decision to defer the decision on whether bonuses under the 2015 and 2017 SIA awards 
should be granted until later this year rather than making it clear to Senior Executives that no 
awards would be made. If the Remuneration Committee makes any SIA Awards this year, 
TSBU will register our opposition formally at the next Annual General Meeting. Furthermore, 
the Remuneration Committee has a legal duty to look after the interests of shareholders and 
paying awards that have not been earned, breaches that duty. 

In the 2016 Annual Report and Accounts you said: "SIAs have been and will be made only to 
a small number of senior partners responsible for the critical objectives of achieving migration 
ofTSB onto the Sabadell platforms and the delivery ofTSB's IT programme". In the 2017 
Annual Report and Accounts, the Remuneration Committee said: "50% of the 2015 SIA 
award and 100% of the 2017 SIA were due to be tested at the end of December 2017 for 
achievement of the performance conditions. However, the Remuneration Committee has 
deferred the decision regarding the release until migration and integration have been 
successfully completed in 2018". 

Last year TSB announced that customers would be migrated to its new banking platform on 
5th November 2017. In its Q3 results TSB said: 11 Looking forward, our new, state-of-the-art 
banking platform will be transformational as we continue on our mission to bring more 
competition to UK banking - both for consumers and local businesses. The new platform will 
position TSB well to compete for one of the grants from the Capability and Innovation Fund 
recently announced by the UK Government". Staff across the branch network, contact and 
processing centres spent up to 40+ hours training to be ready for the implementation of the 
new platform. The migration plan was cancelled at the last minute because work on large 
parts of the new platform had not been completed on time, testing was still to be done and the 
testing that had been completed showed the system was not stable enough for customer role 
out. TSB has not yet confirmed when the new platform will be ready for customer role-out. 
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implementation date will be £70 million, and much of that will be additional fees to Lloyds 
Banking Group for the continuing use of its IT platform. I'm sure that I don't need to point 
out that £70 million could have made a significant contribution to the achievement of TSB 's 
governing objective of bringing more competition to UK banking. It is also the case that if the 
new platform is not implemented shortly then that could materially affect TSB' s ability to 
take advantage of the available grants from the Capability and Innovation Fund. 

Paul Pester has said: "it was "appropriate" that TSB had withheld the bonuses. The time of 
"bankers and executives getting paid for not delivering" had passed". Mr. Pester is right. He 
did not deliver the new platform on time and TSB has lost £70 million. The TSB Managing 
Director should not get any SIA grants for 2016 or 2017 and nor should any other executive. 
In fact, we would urge the Committee to look at previous grants because those should also be 
withheld for under performance. 

A response to this letter is not required. Suffice it to say that the Remuneration Committee is 
on notice that we, and our legal advisers, will be monitoring your actions in this regard and 
any attempt to pay awards for under performance will be opposed by TSBU. 

Yours sincerely 

MarkV Brown 
General Secretary 

) 
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Rt Hon Nicky Morgan 
Chair of the Treasury Select Committee 
House of Commons 
Committee Office 
London 
SWlA OAA 

13th June 2018 

Dear Mrs. Morgan 

TSB Integration Shambles 

TBU is the largest independent trade union in TSB representing over 4,000 members of staff. 

In your letter to Mr Richard Meddings, Chairman of TSB, you say "The manifold problems at TSB 
have been exacerbated by its public communication since 23April. These have often been complacent 
and misleading, and have failed to acknowledge the specific problems faced by customers. In this 
regard, the tone has been set from the top, by your Chief Executive. Whether intentionally or not, he 
has not been straight with the Committee, and more importantly TSB's customers, about the scale, 
nature and severity of the problems at TSB ....". 

In respect of the charge of providing misleading information and not being straight with customers, I 
should like to draw your attention to what happened at the time the original migration date, the 
weekend of 4th and 5th November was postponed. When announcing that delay, Mr Pester, TSB 
Managing Director, said that it was because of the likelihood of an interest rate rise that was due to be 
announced by the Bank of England on 2nd November 2017. 

On 291h September the Financial Times said: "Paul Pester ... told the FT that "the main reason" for the 
delay in moving customers was the likelihood interests rates will rise in November. He said the bank 
therefore needed to remain with its existing system over the weekend of the planned migration. "our 
systems would've effectively been offline, so we wouldn't be able to give mortgage quotes, or do 
faster payments," he said. However, he conceded that there were some 'defects' in the new system, but 
he was still "confident" it would be completed by November ...... " 

The Times reported; "Mr. Pester said yesterday that the IT migration was a "replanning" rather than a 
"delay". He said that it was down to the increased likelihood that the Bank of England would raise the 
base rate days before the IT move had been planned for the weekend of November 4th and 5th". 

We now know that the only reason for the delay in migrating customers onto the new IT platform in 
November had nothing to do with interest rates, that was just a convenient smokescreen: it was that the 
new system was not ready. In his letter to you dated 30th May 2018, Mr. Andrew Bailey said: "TSB 
took the decision to delay migration from November to April because it assessed that there were 
unacceptable levels of risk to customers and its operating model." In his testimony to your Committee 
on 2nd May, Mr. Montes, Chief Operating Officer, Sabadell, said: "Back in summer 2017, TSB realised 
that this was not going to be possible for several reasons, and the management was requested to 
produce a new plan". 
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Instead of trying to hide the real reason for the delay in migrating customers onto the new system, Mr. 
Pester should have been more open and honest with customers about the problems with the new 
platform. Seeking to downplay problems and mislead customers has been a recurring theme in the IT 
shambles that is still engulfing TSB. I will leave it up to the Treasury Select Committee to decide 
whether Mr. Pester's comments about the reasons for delaying the migration in November were the 
start of a pattern of dissembling. 

1e Committee requires any further information from TBU please do not hesitate to contact me. 

) 




tb 

online.co.uk 

St John's Terrace, 3-7 Ampthill Street, Bedford, MK42 9EY 
T 01234 716029 F 0844 774 2356 W www.tbuonline.co.uk E 24hours@tbuonline.co.uk 

Rt Hon Nicky Morgan MP 
House of Commons 
London 
SW1AOAA 

6th June 2018 

Dear Ms Morgan 

,TSB Integration Shambles 

TBU is the largest independent trade union in TSB representing over 4,000 members of staff. 

On the 15th February 2018, we wrote to Dame Sandra Dawson, Chair of the TSB Remuneration Committee regarding 
the decision to postpone the IT migration in November 2017. In that letter we said: 

"The migration plan was cancelled at the last minute because work on large parts of the new platform had not been 
completed on time, testing was still to be done and the testing that had been completed showed the system was not 
stable enough for customer role out. If you had taken due notice of our concerns regarding the migration of customers 
onto Proteo4UK, which were coming directly from members working on the project and involved in the testing, TSB's IT 
fiasco could have been avoided". 

We can't understand why Dame Sandra and the rest of the TSB Board did not take our concerns seriously: had they 
done so TSB might not be in the mess it is today. Even after almost 4 weeks, many customers still can't access their 
bank accounts. Parts of the branch network and contact centres are teetering on the brink of collapse with staff working 
12-hour shifts and dealing with levels of customer abuse never seen before. The TSB brand, which our members have 

\ helped build over the last 4 years, is in tatters and customers are threatening to leave in their droves. It is quite simply 
the biggest IT disaster in British banking history and it could get worse over the next few days if IBM can't identify the 
problems and fix them. 

At the recent Treasury Select Committee hearing Mr. Paul Pester, TSB's Managing Director, said he would not take any 
of the £2 million bonus for completing the migration of customers. That is not good enough. Given the current shambles, 
neither Mr. Pester nor any member of the Bank's Executive Committee (BEC), should get any performance bonuses 
whatsoever for 2018. Migration bonuses granted in previous years to Mr. Pester and other members of the BEC should 
also be recovered. 

In response to this meltdown, the TSB Board has appointed the law firm, Slaughter and May to review what went wrong 
with the IT migration and why it went wrong? When TSB was established it said that it would be a different kind of bank 
and transparency would be one of its core objectives. The need for transparency dictates that a full copy of the 
Slaughter and May report should be sent to members of the Treasury Select Committee and made available to all 
members of the House of Commons so that MPs can discuss and debate what went on in the lead up to the IT 
migration; what went wrong with the new system after the migration; the actions of key players like Mr. Pester and the 
conclusions drawn by Slaughter and May. 

I am sure you would agree with me that it is completely unacceptable for the TSB Board to try to sweep its IT meltdown 

Continued overleaf 
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under the carpet by publishing only the key findings of the report. Many of your constituents are TSB account holders 
and they have a right to know what happened and who is responsible. 

I would be grateful if you could write to Richard Meddings, Chairman of TSB, asking for the full report by Slaughter and 
May to be made available to Parliament. 

Yours sincerely 

Mark VBrown 
General Secretary 
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6th June 2018 	 All Members Newsletter 

FCA To Investigate TSBs IT 
Meltdown 

When you thought it couldn't get any 
worse, Andrew Bailey, the Chief Executive 
,~f the Financial Conduct Authority, in an 
unusually strong letter, says that when 
giving evidence to the Treasury Committee 
in May, Paul Pester, Managing Director of 
TSB, was "portraying an optimistic view of 
the services, for example by noting that the 
majority of TSB customers could transact as 
normal" and that "greater caution would 
have made sense". Mr Bailey then says Mr 
Pester "may have been in possession of an 
initial set of slides by IBM which provided 
initial views on the incident, and could 
therefore have shed more detail on this with 
the Committee". 

The FCA confirmed that the regulator would be 
launching a formal investigation into the Bank's 
IT meltdown suggesting its poor response has 
Jamaged trust in the entire banking sector. 

In his response, Mr Bailey also said: 

• 	 "The FCA has been dissatisfied with TSB's 
communications with its customers and 
we have had concerns that TSB was not 
being open and transparent about the 
issues experienced". 

• 	 "TSB have not met the requirement in 
the Payment Services Regulations to 
refund all relevant customers as soon as 
practicable and in any event by the end 
of the business day after the day which it 
becomes aware of the fraud". 

In commenting on Mr. Bailey's letter, Rt Hon Nicky 
Morgan, Chair of the Treasury Select Committee 
said: 

"The regulator does not make such criticisms 
lightly. I am deeply concerned by TSB's poor 
communications about the scale and nature of 
the problems it has faced; by its response to 
customer fraud; and by the quality and accuracy 
of the oral and written evidence provided by Dr 
Pester to the Committee". 

When it started TSB said that it wasn't like 
other banks and that it would be governed 
by a set of clear values. It said: "Our values 
guide us in all we do and how we do it. 
We are: straightforward, collaborative, 
transparent, responsible and pioneering." 
Many of those values have been shot to 
pieces by Mr Bailey's letter and the brand is 
now so toxic, it's difficult to see how it can 
recover from this IT shambles. 

• 	 "The current communications were Wilfully Obtuse
perceived as poor, and could reduce trust 
in TSB and in the banking sector as a I hate to say it but we were right. Members will 
whole". recall that when the migration was postponed last 
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November, Paul Pester said it was because of an 
impending interest rate rise. According to the FCA 
that was not true. The FCA now says: "TSB took 
the decision to delay migration from November 
2017 to April 2018 because it assessed that there 
were unacceptable levels of risk to customers and 
its operating model". No mention of interest rate 
rises! 

At the time we made it clear that Mr Pester's 
excuse was nonsense. In a Newsletter to 
members we said: "Members are not stupid 
they have heard the rumours like everyone else. 

The systems developed by Sabadell are not fully 
functional yet and there is lots of testing still to do. 
Moreover, some of the coding is apparently not up 
to scratch, which is causing further delays". 

Saying what needs to be said is what independent 
trade unions do. We say it as it is and are not there 
simply to act as a mouthpiece for the Bank, like 
Accord. TSB and Paul Pester should have listened. 

MarkV Brown 
General Secretary 

Join Now: phone 01234 716029, email 24hours@tbuonline.co.uk or text 'TBU Join' to 66777 
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5th June 2018 All Members Newsletter 

TSBs Doom Loop 
We are now into week 6 and the misery 
continues for TSB staff and customers with 
no end date in sight. The IT meltdown has 
gone on for so long that Paul Pester, TSB 
Managing Diredor, has been called back 
,o give evidence in front of the Treasury 
Select Committee just weeks after chairman 
Nicky Morgan said his last performance was 
"the most staggering example of a chief 
executive who seems unwilling to realise the 
scale of the problem." We suspect that Mr 
Pester will be more sanguine on Wednesday 
given that for all his froth, the Bank's IT 
system is still not fixed. Not a day goes by 
without another TSB problem being splashed 
all over the newspapers and social media 
sites. What staff will desperately want to 
know is when will this shambles end'? 

We understand that at the beginning of last 
week, TSB had received some 65,000 complaints 
with hundreds more coming in every day. One 
member of staff working in the department 
·ogging the complaints said: "they had stopped 
Jaunting because there are just so many". But 
that tells only part of the story because large 
numbers of customers are simply closing their 
accounts rather than going to the bother of 
complaining and that's going to affect the long
term viability of the Bank. We will be covering 
this issue in more detail in a separate Newsletter. 
In fact, it's got so bad the Bank has introduced a 
new twilight shift running from Spm - 11pm to 
deal with the large number of complaints from 
customers. 

And in another own goal, those staff dealing with 

"Whilst the chocolate was 
no doubt appreciated, staff 

would much prefer to be 
compensated financially for 
their hard work over the last 

five weeks." 

the complaints, who are working most evenings, 
weekends and bank holidays, received 3 bars 
of chocolate, wrapped in a pretty ribbon with 
a message from Helen Rose, Chief Operating 
Officer, who together with Paul Pester was 
responsible for the biggest IT meltdown in the 
finance sector, thanking them for their hard work 
over the past few weeks. Whilst the chocolate was 
no doubt appreciated, staff would much prefer 
to be compensated financially for their hard work 
over the last five weeks. 

At the last Treasury Select Committee hearing, 
Richard Meddling, the Chairman of TSB said: "I 
would like to both pay tribute to and thank the 
partners and staff of TSB, whether it is in the 
branches, the call centres or the offices, because 
they are working heroically hard under really a lot 
of stress. It is a lot of stress because the systems 
have let them down, but our people are working 
immensely hard to try to help customers through 
this situation. I would like publicly here to thank 
them for that." 
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The Union's claim for a payment to all staff of 
at least £1,000 is still outstanding and needs 
to be addressed immediately. The differences 
between the BEC and the Board on this issue 
need to be put to one side. 

Sickness Epidemic 

Staff in branches and call centres are being abused 
by customers on almost a daily basis and it seems 
to be getting worse. TSB staff, who incidentally 
have just received one of the lowest annual 
pay increases in the finance sector, are not paid 
enough for dealing with such abuse and an IT 
system that simply doesn't work. If Rachel Lock, 
the Bank's HR Director, doesn't believe us then 
;he should spend a few days taking calls at the 
Sunderland Contact Centre. There has been no 
HR engagement with staff since the IT meltdown 
began. Staff are at their wits end and many of 
them have simply reported in sick. We understand 
that in some areas of the business sickness levels 
have increased by 25% since the IT meltdown 
began. We are also aware the Bank has started 
to recruit agency staff to deal with the staffing 
levels problems and contacted ex-members of 
staff to see if they would be prepared to help out 
in branches in the short term. These are merely 
sticking plasters and what the Bank needs to set 
out quickly what it's going to do to ensure that 
staff can work in an environment free from abuse. 

Sunderland Contact Centre 

;llembers in Sunderland have reported receiving 
the most vicious abuse from customers they've 
ever seen and they don't seem to be getting 
any support at all from local management. Staff 
also have to deal with a system that's crashing 
constantly and doesn't seem fit for purpose. Some 
of the key issues are: 

• 	 Local management have started 
monitoring average handling times again 
and are putting pressure on staff to get 
through the calls quicker despite the fact 
that the system is complicated and staff 

were not properly trained on how to use 
it. At his last Treasury Select Committee 
hearing, Paul Pester said: "we are not 
rushing our partners in dealing with those 
calls, because we wish to deal with the 
customer's issue". Any talk of AHT should 
be abandoned until after the IT crisis is 
over. 

• 	 The 'Working On Behalf Of' (WOBO) 
system, which is the telephony system 
for simple transactions, is not working 
and staff are using the branch system for 
which they received no training. Proteo is 
more complicated and is making simple 
tasks much slower. 

• 	 The customer verification process is still 
not working properly and staff don't 
know which questions customers have 
been asked and they are using work 
around questions. Staff are concerned 
that they could be letting would-be 
fraudsters through the system. One 
member of staff said that "high security 
tasks such as international money 
transfers and bill payments are being 
authorised by line management without 
the right level of security". 

• 	 Staff have to learn the system themselves 
and many are using work-arounds just to 
get basic tasks completed for customers. 
Many are concerned that when the dust 
settles their mistakes, and there will 
be many, will be seized upon by local 
management. Let's be absolutely clear, 
we will not allow that to happen and will 
do everything to make sure there is no 
witch-hunt; if and when the new system is 
running properly. 

Staff need to be heard and we will do that 
through regular Newsletters. Members with any 
questions can contact the Union's Bedford office 
on 01234 716029 or they can email us at 24hours@ 
tbuonline.co.uk. 

Mark V Brown 
General Secretary 

Join Now: phone 01234 716029, email 24hours@tbuonline.co.uk or text 'TBU Join' to 66777 
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17th May 2018 All Members Newsletter 

••we are literally on our 
knees............. 

,, 
We have heard stories of fighting between 
staff frustrated at what they can't do, staff 
'bursting into tears in front of customers 
because they are absolutely knackered and 
line managers going into empty rooms 
to vent their anger at walls that can't 
answer back. Notwithstanding the Bank's 
IT problems there is only so much staff can 
take. Given the Bank's legal obligations for 
the wellbeing of its staff, the Union and its 
lawyers are looking 

similar stories from members in call centres and 
processing centres, didn't leave until 11 pm earlier 
in the week. One member of staff summed up 
the position for all staff whether they work in 
branches, call centres or head office when she 
said: 

"Since this started we have worked 12 hour 
days every day and still have a backlog of 
transactions to process. We have sat and taken 

abuse from customers 
at what we can do who understandably 
to ensure that the are frustrated. Our 
health and wellbeing system works for a"We are all here to provideof our members is while probably half 
protected. an hour at the mosta good service to our 

and then we spend the 
It's true that in many customers but quite frankly same amount of time 
branches and offices trying to log back in 
c;taff are pulling now believe that we shouldn't meanwhile facing a 
,bgether and the queue of customers to 
'Dunkirk spirit' is strong. even be open at all." the door, all day, every 
TSB will get through day. We currently have 
this mess and that will to tell customers that 
be because of the staff. we can't pay any bills 
Equally, staff will appreciate that many of their for them, as the system won't accept them and 
head office colleagues are visiting branches to we have cheques waiting to be processed that 
help where they can. In most cases it amounts to the system won't accept. 
no more than tea, cakes and sympathy but it's 
welcome nonetheless. We are all literally on our knees and there have 

been tears on several occasions. We are all here 
That said, this shambles can't continue much to provide a good service to our customers but 
longer. Staff in one branch, and we have quite frankly now believe that we shouldn't 
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even be open at all. It is unacceptable that 
staff members are dealing with this situation 
wherever they work. I believe the Bank will now 
find that people will get themselves signed off 
sick rather than go to work and I for one am 
more than willing to walk out right now. After 
over 30 years of service this is not something 
that is easy to say. The whole thing is shambolic 
and quite frankly embarrassing". 

Where's HR? 

We haven't heard much from the HR Director since 
this debacle started. Now it could be she's helping 
out in her local TSB branch or inputting customer 
complaints but whatever she's doing staff need to 
know that she's looking after their interests. The 
HR Director should tell staff now that they 
~re going to be looked after and that special 
counselling services will be put in place to 
ensure that their wellbeing is not sacrificed 
because of this IT meltdown. 

Equally, when we proposed our £1,000 special 
bonus payments for all staff, paid for from 
confiscated bonuses from Mr. Pester and the BEC, 
which was after two weeks of this mess. The 
Bank's IT problems could carry on for weeks 
and we think staff should get at least £1,000, 
and more if it continues much longer. Those 
bonus payments should be paid in either 
June or July salaries so that staff can put it 
towards the cost of a well-earned holiday or 
break. 

,llrs Lock needs to stop prevaricating and get on 
with making the announcement. 

The truth, the whole truth and 
nothing but the truth 

In response to this meltdown, the TSB Board has 
appointed the law firm, Slaughter and May, to 
review what went wrong with the IT migration, 
why it went wrong and who is responsible. The 
Bank said that it would publish the key findings. 
That's not good enough and we have written 
to MPs today asking them to make sure the 
full report is published. Staff and customers 
have a right to know what happened. In our 
letter to MPs we have said: 

"When TSB was established it said that it would 

be a different kind of bank and transparency 
would be one of its core objectives. The need 
for transparency dictates that a full copy of the 
Slaughter and May report should be sent to 
members of the Treasury Select Committee and 
made available to all members of the House of 
Commons so that MPs can discuss and debate 
what went on in the lead up to the IT migration; 
what went wrong with the new system after 
the migration; the actions of key players like Mr. 
Pester and the conclusions drawn by Slaughter 
and May. 

I am sure you would agree with me that it is 
completely unacceptable for the TSB Board 
to try and sweep its IT meltdown under the 
carpet by publishing only the key findings of 
the report. Many of your constituents are TSB 
account holders and they have a right to know 
what happened and who is responsible." 

When Lloyds Banking Group announced 
its Q1 results a few weeks ago, it sought 
to distance itself from the TSB mess, with 
Chief Financial Officer George Culmer saying 
that from LBG's perspective the migration 
of customer records from LBG's IT system 
to TSB's was "successfully completed". 
We now understand that on Monday after 
the migration weekend, when it clear that 
TSB was in the first stages of a major IT 
meltdown, a director in Lloyds Banking 
Group's contacted TSB to offer them the 
services of the Bank's IT specialists to help 
sort out the problems. That offer of help was 
turned down by TSB. We believe that offer 
of help and the reasons for turning it down 
should be covered in the Slaughter and May 
report. 

We will keep members informed on developments 
through regular Newsletters. In the meantime, 
members with any questions con contact the 
Union's Bedford office on 01234 716029 or they 
can email us at 24hours@tbuonline.co.uk. 

Mark V Brown 
General Secretary 
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Mr Pester Goes To 
Westminster 

It will become a case study in how not to 
give evidence to a select committee of the 
ttouse of Commons. Trying to be funny 
in front of MPs when thousands of their 
constituents are having difficulties accessing 
their bank accounts was not going to 
win Mr. Pester any 
friends. And it didn't. 

In a withering putdown 
at the end of the 
session, attended by 
Mr. Paul Pester, Richard 
Medding, Chairman of 
TSB and Miquel Montes, 
Chief Operating Officer, 
Sabadell, the Rt. Hon. 
Nicky Morgan, Chair 
of the Treasury Select 
Committee said: 

)what we are hearing 
this afternoon is 
the most staggering 
example of a chief 
executive who seems 
unwilling to realise 
the scale of the 
problem that is being 
faced." 

Interestingly, that's the same conclusion lots 
of our members have come to since the crisis 
began. Mr. Pester was also in denial about how 
the IT problems are going to affect the Bank's 

"The bonus payments that 
would have been paid to 

members of the BEC and the 
past integration awards that 
can be retrieved should be 
put into a fund and used to 

give all TSB members of staff, 
in branch and non -branch 
operations, a £1,000 bonus 

each." 

ability to retain its existing customers, let alone 
attract new customers. The hard work of TSB 
staff in attracting new customers to the Bank 
over the last 4-years is being lost every time Mr. 
Pester opens his mouth. He needs to resist the 
temptation to say any more before it's too late. 

When Wi II It Be 
Fixed? 

Like everyone else 
what staff want to 
know is when this crisis 
is going to end and 
the IT problems fixed 
because for many of 
them another week 
of 12-hour shifts, 
computer breakdowns, 
long queues down 
the street leading to 
frustrated customers is 
not something they can 
endure for much longer. 
Stress and anxiety levels 
in the branches, contact 
and processing centres 
are through the roof, 
with members saying 

they dread going into work knowing the systems 
are not working and they are going to be blamed 
by customers. Lots of branch customers have been 
sympathetic to staff but that's going to wear 
off quickly if the systems are not fixed. Even Mr. 
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Pester and Mrs. Lock, HR Director, must realise the 
current state of affairs can't continue much longer. 

It was abundantly clear from Mr. Pester's evidence 
that almost two weeks since the meltdown began, 
he has no idea what the problem is, never mind 
how to fix it. The IBM cavalry have been in TSB 
for a week and Proteo4UK is still not working. 
The Bank keeps insisting, astonishingly, that the 
"engine is working properly" but to everyone else 
it's self-evident that TSB's IT system is not working. 
Furthermore, when asked directly, Mr. Pester 
and Mr. Medding refused to say when the Bank's 
problems would be fixed; that's not surprising 
because there are reports that it could take 
months. There is simply no way on earth that staff 
can cope with the current situation for weeks, let 

,. ~lone months. 

You Must Be Joking 

Mr. Pester has said that he won't be taking his £2 
million Sabadell Integration Awards. Given that 
he was not going to get the bonus anyway, his 
offer to give it up seems hollow. The Union has 
written to Dame Sandra Dawson, Chair of the TSB 
Remuneration Committee saying: 

"The cost of this disaster, including the 
November delay, could be c. £150 million 
when you take into account compensation 
payments to customers, cancelling overdraft 
fees, increasing interest rates, fines from 
the Regulators, increased IT costs, the 
haemorrhaging of personal current account 
customers and lost future business. This is 

money which TSB is never going to be able 
to recover. At the Treasury Select Committee 
hearing yesterday Mr. Pester said he would not 
take any bonus for completing the migration 
of customers. That is not good enough. Given 
the current shambles, neither Mr. Pester nor 
any member of the Bank's Executive Committee 
(BEC), should get any performance bonuses 
whatsoever for 2018. Furthermore, Sabadell 
Integration Awards granted in previous years 
to Mr. Pester and other members of the BEC 
should also be recovered. If the Remuneration 
Committee pay any performance bonuses to 
any member of the BEC then, as a shareholder, 
the Union will take legal action and your 
justifications for making such awards in the face 
of this botched IT migration will be subject to 
the scrutiny of the Court". 

Pay The Bonuses To Staff 

The bonus payments that would have been 
paid to members of the BEC and the past 
integration awards that can be retrieved 
should be put into a fund and used to give 
all TSB members of staff, in branch and non 
-branch operations, a £1,000 bonus each. 

A copy of the Union's letter to Dame Sandra can 
be found here: 

https://www.tbuonline.co.uk/docs/dsd_ 
letter_3-5-18. pdf 

MarkVBrown 
General Secretary 

Join Now: phone 01234 716029, email 24hours@tbuonline.co.uk or text 'TBU Join' to 66777 

mailto:24hours@tbuonline.co.uk
https://www.tbuonline.co.uk/docs/dsd
http:www.tbuonline.co.uk


tb 
St John's Terrace 3-7, Ampthill Street Bedford MK42 9EY I T 01234 716029 I F 0844 774 2356 I E 24hours@tbuonline.co.uk I General Secretary: Mark Brown 

2nd May 2018 All Members Newsletter 

Day of Reckoning For Mr 
Pester? 
I'm not going to insult your intelligence by 

saying I'm going to open a TSB account at 


'~he first opportunity like the leader of the 
HR approved union said last week. The last 
thing staff in Bedford need is me joining 
the queue outside the branch. Equally, I'm 
not going to say that we understand exactly 
what you are going through because we 
don't. 

But what we are going to do is make sure 
that your stories in the face of worst IT 
banking meltdown in living memory are 
told, so that Paul Pester and his Senior 
Management team know exactly what's 
going on and ensure that every second 
of their waking hours are devoted to 
making sure they are helping you and your 
customers. Rest assured those who created 
this meltdown in London and Barcelona rm be held to account. The days of senior 
c!Xecutives being able to walk away from the 
mess they have created with big pay offs are 
long gone. 

Let's be clear what's happening to TSB is not an 
IT problem, it's a management problem. If TSB's 
Managing Director had spent more time listening 
to his staff and TBU about the problems with 
Proteo and the training given to staff and less 
time pontificating on all things banking, TSB 
would not be in the mess it is today. That will 
become clear today when he gives evidence to the 
Treasury Select Committee. 

"many staff, despite the levels 

of abuse from customers, are 

coming in on their days off to 

help out their colleagues" 

In a letter to Dame Sandra Dawson, Chair of the 
TSB Remuneration Committee, in February we 
said: "The migration plan was cancelled at the last 
minute because work on large parts of the new 
platform had not been completed on time, testing 
was still to be done and the testing that had been 
completed showed the system was not stable 
enough for customer role out". 

If TSB had taken due notice of our concerns 
regarding the migration of customers onto 
Proteo4UK, which were coming directly 
from members working on the project and 
involved in the testing, TSB's IT meltdown 
could have been avoided. 

TSB's Pinocchio Moments 

Since this crisis began TSB has been 
maintaining that the branches and contact 
centres were operating normally. We now 
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"staff in many parts of 


the Bank are abandoning 


business as usual activity and 


helping out their colleagues 


with things like customer 


complaints" 


know officially that was not true. Staff have 
been saying since last Monday that the new 
counter system wasn't working, and still 
isn't working in many cases, but the Bank 
kept repeating that branches were working 
normally. 

In his letter to Rt Hon Nicky Morgan, Chair of the 
Treasury Select Committee, Mr Pester admitted 
that by Friday, 27th April, the new counter 
technology was not functioning properly in 40% 
of TSB branches. In about 60 TSB branches the 
counter technology was not functioning at all. 
Why did the Bank keep repeating the statement 
that branches were working normally when 
they knew it was wrong? It made matters worse 
because customer started going to branches 
expecting to carry out certain transactions when 
they couldn't be done in the branches. 

On 27th April, Banco Sabadell, TSB's parent 
·pmpany, said when announcing its Q1 2018 results 
,hat: "From day one the Proteo4UK platform has 
provided the usual service to branches". That was 
a blatant whopping lie. How Banco Sabadell could 
make such a statement when they knew that 4 out 
of 10 TSB branches were not providing the "usual 
service" to customers is beyond us. 

Contact and Processing Centres 

Staff in the Bank's contact and processing centres 
have also had to deal with technology failures 
and a massive increase in the volume of customer 
calls. Mr Pester also admitted last week that 
"technology failures leading to an intermittent 
IVR, means that the call wait times and abandon 
rates have remained high". That's a massive 
understatement. Staff in the Bank's call centres 

have suffered some of the worst abuse from 
customers over matters they can't control or fix. 
Staff have been working 12-hour shifts which 
consist of nothing but verbal abuse. Most 
staff are working extra hours to cope with 
the problems and many staff, despite the 
levels of abuse from customers, are coming in 
on their days off to help out their colleagues. 

We are also aware that staff in many parts of the 
Bank are abandoning business as usual activity 
and helping out their colleagues with things like 
customer complaints. The whole of TSB is now 
dealing with this crisis. 

Compensation For All Staff 

In addition to the Union's compensation claim for 
all staff, which is set out below, we believe that 
Mr. Pester should write to all members individually 
apologising for the IT meltdown and thanking 
them for their hard work. That's the very least he 
can do. 

In addition the Bank should now commit: 

• 	 To giving all TSB staff a one off payment 
of £1,000. That can be easily funded by 
not paying any bonuses to members 
of the BEC and recovering integration 
bonuses paid in previous years. 

• 	 To ensuring that all staff working beyond 
their contracted hours are paid double 
time. 

• 	 Not seeking to claw back the extra costs 
it's incurred as a result of the IT meltdown 
by making redundancies once the dust 
has settled. Equally, we would expect 
the Bank to commit to maintaining the 
current severance terms and not to try 
and get rid of staff on the cheap. 

We would like to hear from members about their 
continuing experiences of migration. Members can 
email us at 24hours@tbuonline.co.uk. 

MarkVBrown 
General Secretary 
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Compensation For The 
Staff Mr Pester? 
TSB's botched IT meltdown has entered 
}ts second week and as many as a million 
,ustomers are still locked out of their 
accounts. If this disaster continues much 
into this week, drastic action will need 
to be taken and those decisions may be 
taken out of the hands of the current 
management team. The Bank of England and 
Finam:-cia~ Conduct Authority will be carefully 
mon1tor1ng the work being done by IBM. 

Since the pictures of Banco Sabadell software 
engineers toasting with champagne a job well 
done the tales of woe have been truly devastating 
for customers with many reporting bank cards 
still being declined, missed bills and mortgage 
payments and small businesses not being able to 
pay staff or suppliers. We understand that up to 
20,000 customers have lodged complaints so far 
1ut that's only the tip of the iceberg. 

But frontline TSB staff in branches and 
call centres have been the true heroes 
of this disaster. Staff have not only had 
to struggle with a system that is not 
functioning properly, and that's when it 
actually works, but have been verbally 
abused and threatened and have shown a 
level of fortitude many of them never knew 
they possessed. Staff have been working 
12-hour shifts since last weekend (with 
many staff coming in on their days off to 
help colleagues), in many cases with no 

"But frontline TSB staff in 
branches and call centres 

have been the true heroes of 
this disaster." 

breaks, but nobody at the top of the Bank 
is acknowledging the scale of the problems 
they are facing or, more importantly, 
offering any solutions whatsoever. Staff 
have gone above and beyond the call of duty 
for TSB over the last 7 days and that needs 
to be acknowledged by the Bank. 

Quite rightly, the Bank has said it will waive all 
overdraft fees and interest charges for its retail 
and small business customers for April. It will also 
raise the interest paid out on its standard current 
account to 5% on balances up to £1,500, up from 
3%, for existing customers who stick with the 
TSB. Time will tell whether those inducements are 
enough for customers. 

But what about front line staff? Paul Pester 
needs to show his appreciation for what 
staff have been through over the last week 
and what they are likely to go through over 
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the next few weeks. The Bank should now 
commit: 

• 	 To giving all frontline staff in TSB branches 
and call centres a one off payment of 
£1,000. That can be easily funded by not 
paying any bonuses to members of the 
BEC and recovering integration bonuses 
paid in previous years. 

• 	 To ensuring that all staff working beyond 
their contracted hours are paid double 
time. 

• 	 Not seeking to claw back the extra costs 
it's incurred as a result of the IT meltdown 
by making redundancies once the dust 
as settled. Equally, we would expect 
the Bank to commit to maintaining the 
current severance terms and not to try 
and get rid of staff on the cheap. 

"Staff have gone above 

and beyond the call of duty 


for TSB over the last 7 

days and that needs to be 


acknowledged by the Bank." 


We would like to hear from members about their 
experiences of migration. Members can contact the 
Union's Bedford Office on 01234 716029 or email 
us at 24hours@tbuonline.co.uk. 

MarkV Brown 
General Secretary 

IT'S NOT JUST ABOUT DISCIPLINARY CASES 


·--· You could be forgiven for thinking that almost all our work is about disciplinary ·-· 
cases. It's true that they form a large part of our work but we deal all the time with 

a much wider range of issues including: 

• Pay Issues 
• Grading 
• Performance Management 
• Bullying & Harassment 
• Contractual Disputes 
• Sickness Absence 
• Flexible Working Requests 
• Mobility 
• Flexible Resourcing 
• Holidays 
• Maternity/Paternity Leave 
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What About The Staff Mr 
Pester? 
We would urge Mr. Pester in all seriousness 
to stop saying things like "We are on our 
knees". The problem with a statement like 

.,that, however you preface it, is it becomes a 
self-fulfilling prophecy and customers start 
panicking which is in no one's interests. 
In the spontaneous order of the market, 
words have consequences and he needs to 
understand that. 

"Staff are having to come in 

at 7am and leave at Bpm to try 

and put through transactions 

such as cheques and bank 

giro credits and other jobs 


) that they have not been able 

to do during the day." 


There must be something fundamentally wrong 
with the ProteoUK platform if a crack squad of 
IBMers are required to fly in and sort the problems 
out. If the IT team in Sabadell, who have spent two 
years building and testing the platform haven't got 
a clue what the problems are and how to resolve 
them, it's difficult to see what IBM are going to 
bring to the party, other than an extremely large 

bill. Equally, it's right that Paul Pester, the current 
Managing Director of TSB, takes over the running 
of TSB's IT platform directly from Sabadell because 
they have made him look like a complete fool in 
the eyes of millions of customers over the last few 
days with his repeated assurances that the system 
was "up and running". 

But Sabadell are at it again. The IBMers had not 
yet landed at Bristol airport and Sabadell was 
issuing press releases saying "normal conditions 
will be progressively restored over the coming 
days". How can they say that when they don't 
know what the problems are or how to fix them? 

What About Branch and 
Telephony Staff? 

In the same press release Sabadell have said: 
"From day one the Proteo4UK platform has 
provided the usual service to branches and ATMs 
ensuring operational continuity, data integrity 
and technological security." That's complete and 
utter rubbish. Equally, Mr. Pester keeps going 
on TV and radio saying that branches are 
working normally, which is also rubbish. 

It's branch and call centre staff who have been 
on the receiving end of some of the worst abuse 
by customers we have ever encountered but they 
have been offered virtually no support whatsoever 
from TSB. It would be interesting to know if Mr. 
Pester has been in a branch since last weekend. 

Line Managers are doing their level best to 
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keep things running but it's creaking at the 
seams. Staff in contact centres and branches 
have been working 12-hour shifts since the 
weekend (with many staff coming in on their 
days off to help colleagues), in many cases 
with no breaks, but nobody at the top of 
the Bank is acknowledging the scale of the 
problems or, more importantly, offering any 
solutions whatsoever. We understand the 
Bank's need to reassure customers but what 
about reassuring its own staff that they will 
be looked after? What is the Bank going to 
do for those thousands of staff who have 
shed blood, sweat and lots of tears for TSB 
this week? 

And to add insult to injury we understand that 
staff in Bristol and Barnwood are being given 
free food and drink for the next few weeks to 
1
recognise their hard work over the last few days. 
That's all well and good, but what about the 
branch and contact centre staff Mr. Pester? What 
are they getting? 

Staff training on the Proteo4UK platform was a 
joke. Staffing levels have been cut to the bear 
bones over last few years and there was no way 
that staff could do their day jobs whilst learning 
how to operate the new system. In many cases 
staff were simply rushed through the training to 
meet area targets and in other cases the training 
was simply inadequate. The Union and staff have 
been telling TSB about the quality of training 
for months but they chose to ignore that and go 
ahead with the roll out anyway. 

)ome of the issues that have been identified by 
members over the last few days are as follows: 

• 	 The system is simply not working in many 
branches and when it does work it's too 
slow or keeps crashing. One member of 
staff said she had served 4 customers with 
basic transactions in an hour because the 
system was so slow and it's just increasing 
the time customers spend in the queues. 

• 	 Staff are having to come in at 7am and 
leave at 8pm to try and put through 
transactions such as cheques and bank 
giro credits and other jobs that they have 
not been able to do during the day. 

• 	 In many branches risk procedures are none 

existent. We have heard instances of TCRs 
being emptied whilst customers are still in 
the branch. Staff are being asked to take 
cheques to branches where the voucher 
reader is working. 

• 	 If cheques and bank giro credits don't scan 
there is no workaround manually to key 
in the details like there was under the old 
system. 

• 	 Cancelling direct debits, transferring 
money between accounts and paying bills 
is impossible in lots of branches and that 
is causing frustration and anger from 
customers. 

• 	 Some of the error messages on the 
Proteo4UK system are in Spanish and staff 
have no idea what they mean. 

"What is the Bank going to do 
for those thousands of staff 
who have shed blood, sweat 
and lots of tears for TSB this 

week?" 

• 	 Tills have not been balanced since Monday 
in many branches. 

• 	 The electronic journal which staff use to 
help find till differences doesn't record all 
transactions and that's making it difficult 
to balance tills 

• 	 Some branches are cancelling 
appointments with customers because 
they don't know how to use the system or 
because they need to help their colleagues 
deal with angry customers. In some 
branches, Area Directors are demanding 
that appointments are kept, regardless of 
the number of customers queuing in the 
branches. 

• 	 Faster payments are taking 20 minutes to 
complete. 
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• 	 Some of the actions on the Proteo4 
platform are simply direct translations 
from Spanish to English and that's making 
it difficult to navigate properly. So for 
example it says contract number when 
it actually means account number and 
that is making the system hard to use 
efficiently, when it's working. 

Working Hours 

Top management is relying on the goodwill of 
staff to help them out of the hole they have 
created and many staff have reported coming 
under increasing pressure to work longer hours, 
come in early, stay late and work on their off days 
to help out their colleagues. 

The vast majority of staff realise the scale of the 
problem and are doing that anyway. That said 
if members feel they are being pressurised 
to increase their working hours then they 
should keep a detailed record of what's being 
said, tell your Line Manager that you feel 
uncomfortable continuing the conversation 
and you want to speak to a Union 
Representative before continuing. Members 
can contact the Union's Bedford Office on 01234 
716029. 

We would like to hear from members about their 
continuing experiences of migration. Members can 
email us at 24hours@tbuonline.co.uk. 

Mark V Brown 
General Secretary 
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Is It Time To Go Mr Pester? 
According to TSB customers can now access 
their accounts on mobile and internet platforms 
according to the Bank's website. However, 
TSB has limited the number of people who can 

· access their accounts at any one time, because it 
1 

expects a surge in customers trying to use it. That 
restriction implies that the original problem is still 
not fixed and if too many customers try and access 
the system at the same time, it could fall over 
again. 

There are many 
newspapers and TSB 
customers calling for 
Paul Pester, Managing 
Director of TSB, 
to resign over the 
botched IT upgrade. 
For what it's worth, 
we believe Mr. Pester 
should stay behind to 
clear up the mess and 

competition in retail banking is dead in the 
water. 

It is the biggest IT disaster in living memory and 
a textbook case in how not to deal with a crisis. 
Trying to crack a not very funny joke on national 
TV, when customers are having difficulties paying 
their bills, about the IT staff who are trying to sort 
out a mess you've created is not going to win you 

any friends. 

"It has been an utter 
nightmare for branch staff. 
Systems are not working, 

temperamental or just not up 
to the job." 

Furthermore, in seeking 
to explain what had 
happened Mr Pester 
then made his second 
cardinal mistake when 
he tried to blame 
customers for the IT 
problems. He said: 
"TSB's website app 
struggled with a large 
number of 'concurrent 

-,hen, together with 
" number of other 
Senior Executives in TSB, he should consider 
his position. If he doesn't, then the Board 
should. The Bank lost £70 million when 
it failed to meet its original integration 
deadline last year. The TSB brand is now 
toxic; customers are threatening to leave in 
their droves; small business customers are 
not going to touch TSB with a barge pole; 
compensation to customers will run into 
millions; fines by the Regulators could also 
run into millions and the political goodwill 
built up around TSB's campaign for more 

users', who tried to 
access their accounts on 

Sunday evening once the migration process was 
over". TSB hadn't planned for such usage and it 
didn't have enough bandwidth to deal with all 
the customers logging on at the same time. If 
you tell customers they can't access their accounts 
for two days because of an IT upgrade, it's not 
rocket science to assume that when the system is 
supposed to be back up and running, customers 
are going to try and access their accounts. The 
fact that Mr Pester and his Senior Management 
team hadn't planned for that eventuality should 
be a dismissible offence all of its own. Members of 
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"I feel that we have been 
severely let down by our 

leadership team. Whilst we 
have been fire fighting all 
day from 7.30am to Spm 

there has been no support 
or even recognition of th is 

unmitigated disaster by Paul 
Pester." 

staff have been dismissed for much less than that. 

TSB were warned about the problems. We 
told TSB that staff working on migration 
were saying to us that the new system 
wasn't working properly but the Bank's 
senior management team arrogantly went 
ahead and introduced it anyway. Now is not 
the time for recriminations but Mr Pester, 
Managing Director of TSB, Helen Rose, Chief 
Operating Officer and Carlos Abarca, Chief 
Information Officer should all be updating 
their CVS. 

Whilst it would seem that customers can now 
access their accounts there are still lots of functions 
Ind services that are still not available. On its 
~ebsite the Bank is saying that these services and 
functions will either be available at 'the end of 
April' or will be 'Coming Soon'. As one wag from 
the Financial Times pointed out, TSB could have 
saved a lot of time by telling customers that the 
only service working on its website was the 'branch 
finder'! 

Political Backlash 

TSB has spent a lot of time over the last few 

years telling politicians and Regulators that the 
UK banking market was broken and in need of 
reform. It is difficult to see how TSB is going to be 
treated seriously in future when it's engineered 
the worst IT problems to hit Britain's banking 
sector in years. 

Nicky Morgan, chair of the Treasury Select 
Committee, wrote to Paul Pester on Monday to 
find out what had gone wrong and the extent of 
the failure. 

Mrs. Morgan said: "This is yet another 
addition to the litany of failures of banking 
IT systems. Potentially millions of customers 
could be affected by uncertainty and 
disruption. It simply isn't good enough to 
expose customers to IT failures, including 
delays in paying bills and an inability to 
access their own money. Warm words and 
platitudes will not suffice. TSB customers 
deserve to know what has happened, when 
normal services will resume, and how they 
can expect to be compensated". 

A copy of her letter to Paul Pester is attached. 

Branch Network At Breaking 
Point 

TSB's IT problems are not just limited to its Online 
Banking, the branch network is on the verge of its 
own meltdown according to the feedback we are 
getting from members. Comments from members 
about what's been happening are set out below: 

"It has been an utter nightmare for branch staff. 
Systems are not working, temperamental or just 
not up to the job. Simple tasks take too long. 
Our branch has been unable to process cheques 
due to an issue with the voucher readers. A 
simple task of looking at statements does not 
work. There are 'updates', 'fixes' and 'snags' but 
the simple matter is that it just wasn't ready. 
The dates are in Spanish on things. You have to 
log in to different parts of the system multiple 
times. With different log ins, which when they 
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don't work, can't be reset. I couldn't even cancel 
a direct debit today. You are told to follow the 
procedures, which are hard to navigate, and 
generally don't work. We have piles of service 
bits that need sorting out. 

We had customers queuing for up to 20 minutes. 
The IDM doesn't work consistently, the cash 
point is temperamental. 

We have had customers who have withdrawn 
money because they thought it was available, 
only for a lot of earmarked transactions to 
suddenly go out of the account that weren't 
there before. We have pushed internet banking 
on customers for so long, so now they are reliant 
on it, then we take it away. 

The staff are stretched to the maximum. We 
all did the training, but branch staff still had 
customers to serve every day, so practice, 
practice, practice, wasn't really possible. There 
are some members of staff and management 
who were in Saturday, Sunday, Monday (from 
7.30am till 7pm) and are still there today. Diaries 
have been closed. Staff who interview are 
dreading having to negotiate the system to do 
appointments. 

I'm IT literate. I can normally work things out, 
but I find the system extremely difficult to 
navigate. I know it should be 'setting us free' 
but that is not what it feels like. I for one will be 
doing a job search online tonight, which is very 
sad after many years service. I hope TSB realise 

) they are going to lose not only many customers, 
.J but also many staff". 

And another said: 

"I feel that we have been severely let down by 
our leadership team. Whilst we have been fire 
fighting all day from 7.30am to 8pm there has 
been no support or even recognition of this 
unmitigated disaster by Paul Pester. In fact the 
CEO of Sabadell even came out in the press 
to say how well the migration had gone. It's 
farcical! 

"There are 'updates', 'fixes' 
and 'snags' but the simple 
matter is that it just wasn't 

ready." 

In branch we have struggled with the 
simplest transactions including deposits, cash 
withdrawals, printing statements out. And 
today we are informed that there are to be no 
appointments until a week on Monday at the 
earliest! Fantastic customer service eh!! 

The bank has, over one weekend, lost all of 
the reputation its staff have built up over the 
last 4 years. Comments on social media have 
lambasted both branch/telephony staff for 
being unable to help customers when none of 
this is down to us. Meanwhile we are told to 
use" above the line language" with customers. 
Impossible! 

I don't doubt that things will get better with 
time but can't help feeling that this will leave 
a black mark against TSB for a long, long time. 
The training was poor, no live system to practice 
on as we were originally promised, and the 
support now is fairly non existent!" 

We have been inundated with feedback from 
members and we will cover that in future 
Newsletters. In the meantime, we would like 
to hear from members about their experiences 
of migration. Members can contact the Union's 
Bedford Office on 01234 716029 or email us at 
24hours@tbuonline.co.uk. 

Mark V Brown 
General Secretary 

mailto:24hours@tbuonline.co.uk
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Treasury· Committee 
House of Commons, Committee Office, London SW1 A OAA 
Tel 020 7219 5769 Fax 020 7219 2069 Email treascomOparliament.uk Website www.partiament.uk/treascom 

Paul Pester 
Executive Di.rectot (CEO) 
TSB Bank pie 
Henry Duncan House 
120 George Street 
Edinburgh EH2 4LH 

23 April 2018 

TSB systems upgrade 

I am writing following the problems experienced by your customers after the planned TSB 
systems upgrade, which was scheduled to finish at 18.00 on 22 April. 

Non-availability ofinternet/mobile banking 
There have been widespread teports of non-availability of intemet and mobile banking, 

aftcr the scheduled downtime came to an end. I would be grateful to know why this has 
happened; the number and proportion of customers affected; the timescale over which it 
will be resolved; and what you will do to compensate customm who have suffered 

financial losses as a consequence of unexpected .non-availability of internet and mobile 

banking. I also invite you to revisit TSB's original description of the problem as 

"intemuttent''. 

Access to other customers• accounts 
Customers have reported seeing the account details of other TSB customers, and possibly 

having the ability to perfoan actions on these accounts, including ttaosfen:ing money. I 

would be grateful to know what bas caused this problem; when you first became aware of 

it; how many reports of it have been received; how you will deteanine whether 

unauthorised actions were performed on these ~ccounts; when you expect the ptoblem to 

be fully resolved; and how you intend to notify and compensate customers who have 

suffered a bteach of potentially highly-sensitive personal data. I also invite you to revisit 

your statement that this problem lasted for just 20 minutes on Sunday evening. 

Erroneous balances/unauthodsed U'll/Ja11cdons 
Customm have reported seeing the wrong balance on theit account, unexplained 

,transactions on theit account, and payments being made multiple times in error. I would 
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be grateful to know what has caused this problem, including a description of the nature of 
Urututhorised ttansa~tions; when you were first made aware of it; how many repons of it 
have been received; and how and over what timescale you intend to restore the accounts 
to their 'true' position. 

Automatttl fraud prevention messages 
Customers have reported receiving automated fraud prevention text messages. I would be 
grateful to know what has caused this problem, and how many customers received these 

messages in er.rot. 

Declinttlcards 
Customers have reported having cards linked to their accounts declined at points of sale. I 
would be grateful to know what has caused this problem, the number of customers 

affected, and the timescale over which it will be rectified. 

Non-11vai111bility ofbt'tlnch suvices 
Customers have reported that they are not able to ttansfer or pay in money in-branch. I 

would be grateful to know what has caused this problem; how many and what propottion 
of branches were affected by this problem on Monday 23 April; and the timescale over 

which you expect branch services to be fully restored. 

Non-11vai/11billty oftelephone b1111king 
Customers have reported that they are not able to ttansfer or pay in money by telephone. 
Customers have also reported that tbey have been unable even to access the telephone 
ban.king service. I would be grateful to know what has caused these problems, and the 
timescale over which you expect telephone banking services to be fully restored. 

Customer service 
What was the average wait time for customers contacting TSB by telephone on 22 April 
and 23 April? What proportion of calls were abandoned before being an.swered? 

Otlu:rproblems 
I would be grateful for a list of all other problems experienced by customers following the 
systems upgrade, and an indication of the scale in each case. 

The Rt Hon. Nicky Morgan MP 
,Chair of the Treasury Committee 
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Let Them Eat Fruit 
TSB is on the verge of a meltdown and staff 
working in a number of branches dealing 
customers who have not been able to access 
their accounts for days have been offered.... 
~ait for it......fruit to keep their vitamin C 
ievels up in the face of a barrage of abuse! 

Meanwhile, with the TSB brand, built up by hard 
working staff across the bank being dragged 
through the mud, there is no sign of TSB's top 
managers who are the architects of this IT 
debacle. 

But it gets worse. Thousands of customers 
are threatening to leave the Bank, 1.9 million 
customers (TSB has got 5.4 million customers) 
still can't access their accounts but TSB's Spanish 
owners Banco Sabadell issued a press release 
trumpeting the IT migration. 

The Chairman of Sabadell, Josep Oliu, said 
"with this migration, Sabadell has proven its 
+echnological management capacity, not only in 
J ational migrations, but also on an international 
scale. The new Proteo4UK platform is an 
excellent starting point for the organic growth 
of the business and the improvement of TSB's 
efficiency". Oliu said that "more than 5.4 million 
customers are now integrated into the new 
platform". 

The Chairman of Sabadell needs to extract 
his foot from his mouth and shut up. The 
IT migration is an unmitigated disaster and 
millions of customers are not integrated 
onto the new platform. 

"None of the systems are 
working properly and many 
staff have not received the 

training to deal with the 
problems being raised by 

customers." 

What's making it worse for customers is that 
TSB is not telling the truth about the scale of 
the problems. Philip Auger, a former TSB board 
member, said on the BBCs Wake up to Money: 
"If this sort of things happens. "Fess up straight 
away, be honest and play it straight from the 
word go and that seems to have gone wrong.". 
That's an understatement! 

Contact Centre Misery 

Staff in the TSB Contact Centres are stressed out 
because of the levels of abuse they are receiving 
from customers who haven't been able to access 
their accounts for 4 days. Calls are constantly 
backed up and some staff have had to work 
12-hour shifts with no breaks and are still only 
dealing with the tip of the iceberg. Members 
are reporting that it's getting worse today. The 
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problems are as follows: through to save senior exec jobs with the ground 

• 	 None of the systems are working properly 
and many staff have not received the 
training to deal with the problems being 
raised by customers. 

• 	 Senior Management in Sunderland are 
running around like headless chickens 
telling staff not to panic! 

• 	 There are not enough Line Managers to 
help with the scale of the queries from 
customers and those who are around are 
not able to help. 

• 	 Staff are constantly being bombarded 
with new information from Line 
Management about fixes and changes 
to the system but staff don't have the 
time to read them when there are 400 
outstanding calls to be dealt with and 
customers have been waiting up to an 
hour. 

• 	 Staff are getting bogged down by 
unnecessary bureaucracy. If there is a 
problem with the system, staff have to 
complete a "snag sheet" and then send 
a screen shot of the error to 4 people. 
Whilst they are doing that, the telephone 
queues are getting longer. 

• 	 Staff have to log onto 6 different systems 
with their user IDs and passwords but the 
system is so complicated that staff don't 
know where to look to answer simple 
customer queries. 

• 	 Customer security is not working. The 
security numbers are not working and 
the security questions are all mixed up. 
Staff were told yesterday to decide for 
themselves which questions to ask and 
then look around the system to see if 
customers have answered correctly. 

In the branches it's not much better. One member 
of staff said: 

"What an utter shambles this has been! Rushed 

staff facing the brunt of it. Systems not working, 
queues out the door, staff working until 8pm 
to try and key things through and not a till 
balanced. The reputation of the bank is well and 
truly damaged and I dread to think of the fines 
that will be imposed due to data protection 
breaches with online banking information. 

Yet again the bank relied on the loyalty of 
its staff and we were sorely let down. We've 
worked late and come in early and we were left 
to our own devices to try and deal with angry 
and aggrieved customers, being told to record 
complaints as required. Meanwhile Sabadell 
bosses are toasting the success of the migration 
and issuing press releases about how well it has 
gone." 

Another said: 

"Following the migration on the Monday 
morning, within our hub system outage caused 
most of us to not be able to do anything other 
then sit there and get abuse hurled at us all day 
and when we did try contacting anyone further 
up for help, the reply was just follow the check 
list, leaving us lost and stress amongst staff was 
hideous causing many arguments amongst staff 
as no one had guidance or support. Closer to 
the end of the day a conference call happened, 
which the area director's response was you have 
to stay latest 8pm to get everything sorted. So 
staff in my hub started that day been 7-7:30am 
and where almost forced to stay till super late 
trying to fix branch issues migration had caused 
with zero help from anywhere." 

And guess what. The Bank's favourite trade union, 
Accord, has said absolutely nothing on this issue. 
We'd be even more surprised if they had said 
anything! 

We would like to hear from members about their 
experiences of migration. Members can contact the 
Union's Bedford Office on 01234 716029 or email 
us at 24hours@tbuonline.co.uk. 

Mark V Brown 
General Secretary 

mailto:24hours@tbuonline.co.uk
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TSB's Brewery Moment? 

Staff have been contacting the Union all day to 
tell us about the number of customers coming 
into branches to complain about the IT migration 
this weekend. Members in the Bank's Call Centres 
~ave also been inundated with irate customers 
complaining about the change over, with many 
of them threatening to move their TSB accounts. 
Whilst it doesn't appear to be the melt-down 
that it could have been, although that could 
change if the systems are not put right quickly, 
TSB is being lambasted on all the social media 
sites by angry customers and the brand is being 
dragged through the mud by almost all the 
main media outlets. The story appeared on 
the BBC and ITV main news programmes. The 
reputational damage to TSB is unprecedented. 
Even the Bicester Advertiser has got in on the act. 
A customer tweeted Paul Pester, the Managing 
Director of TSB, directly saying: 

"@PaulPester Paul, I logged into my @TSB@ 
TSB_News account last night to see the account 
details of some random person. TSB have really 
dropped the ball with this. You really need to 
manage expectations here, your stock response 
is insulting." 

Many customers have complained that they 
were kept in the dark by TSB and weren't aware 
of what was really happening. Moreover, many 
have said that they were told by TSB that it was 
an IT upgrade when in fact it was the migration 
of customers from the Lloyds Banking Group 
platform to the new Sabadell, Proteo4UK 
platform. 

"TSB has no compunction in 
threatening to sack staff for 

relatively minor rule breaches 
and any ordinary staff 

member who caused the Bank 
even a fraction of this level of 

reputational damage would 
definitely be dismissed." 

Customers are experiencing a range of problems: 
from being given access to other customers' 
accounts, to being credited with large amounts 
of money and still not being able to log into 
their accounts well after the new system was 
supposed to be up and running. In response to 
a range of problems TSB is telling customers 
that the fix will either be ready at the end of 
April or it will be 'Coming Soon', whatever that 
means. The Financial Ombudsman has intervened 
advising customers to contact them with details 
of the problems they have experienced. Many 
customers have also written to the FCA about 
their migration problems. 

No Bonuses Whatsoever 

Members will recall that we previously touched 

To Get TBU Newsletters By Email Either: 
phone 01234 716029, email us at 24hours@tbuonline.co.uk or text your 

email address after the words 'TBU News' to 66777 

mailto:24hours@tbuonline.co.uk
mailto:24hours@tbuonline.co.uk
http:online.co


www.tbuonline.co.uk 

on the payment of very large bonuses to Senior 
Executives following the debacle over the 
implementation of Proteo 4 UK last year. Our 
argument is a simple one. If Senior Executives 
in TSB have lost the business £70 million 
because they didn't implement Proteo4UK 
on time and when they did eventually do 
it, it was such an unmitigated disaster then 
the last thing you would give them is a 
bonus. The Union wrote to Dame Sandra Dawson 
DBE, Chair of the TSB Remuneration Committee, 
regarding the payment of bonuses saying that: 

"Paul Pester has said: "it was "appropriate" 
that TSB had withheld the bonuses. The time 
of "bankers and executives getting paid for not 
delivering" had passed". Mr. Pester is right. He 
did not deliver the new platform on time and 
TSB has lost £70 million. The TSB Managing 
Director should not get any SIA grants for 2016 
or 2017 and nor should any other executive. In 
fact, we would urge the Committee to look at 
previous grants because those should also be 

withheld for under performance." 

TSB has no compunction in threatening to sack 

staff for relatively minor rule breaches and any 

ordinary staff member who caused the Bank even 

a fraction of this level of reputational damage 

would definitely be dismissed. The responsibility 

for the Proteo system failures goes to the top of 

TSB and we wait to see whether accountability cuts 

the same way for top people as it does for their 

junior colleagues? 


We will be writing to Dame Sandra Dawson again 

regarding the migration weekend. 


In the meantime, we would like to hear from 

members about their experiences of migration. 

Members can contact the Union's Bedford 

Office on 01234 716029 or email us at 24hours@ 

tbuonline.co.uk. 


MarkVBrown 
General Secretary 

http:tbuonline.co.uk
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Tipping Point For TSB 
It's still the biggest issue we come across everyday. 
Parts of TSB's branch network are operating at 
almost breaking point because of staffing level 
shortages and migration could tip some of those 
branches over the edge, especially if we see a big 
influx of customers going into branches. We all 
lope that migration is a success but if there are 

customer issues, then it will be front-line staff, 
both in branches and call centres, who will be left 
to pick up the pieces. What's interesting is that 
Lloyds Banking Group recently announced the 
creation of 375 front-line branch roles because 
customers are sick and tired of overstretched 
branches that can't cope. We hope TSB takes 
notice. If Paul Pester and the Bank's Senior 
Management team had not wasted £70 
million on delaying the migration of 
customers onto Proteo4UK, then that money 
could have been invested into front-line 
services. 

Some of the issues we hear about from members 
in branches up and down the country are truly 
f)ightening. These are just some of the examples: 

• 	 Staff meeting up in public car parks to 
exchange keys so that branches can be 
opened up. 

• 	 Staff being told at 8.30 am whilst on 
the way to work in their base branch to 
report to another branch at the other side 
of the city. The branch they were going to 
couldn't open its doors until the member 
of staff arrived, so a makeshift sign 
was put on the front door of the branch 
telling customers that it would be open 

"If Paul Pester and the Bank's 


Senior Management team had not 


wasted £70 million on delaying 


the migration of customers onto 


Proteo4UK, then that money could 


have been invested into front-line 


services." 


at 10 am. That sign was subsequently 
changed to 10.30, when the member of 
staff got stuck in traffic. 

• 	 Branch staff having to ring customers 
at the last minute to cancel lending, 
account opening and bereavement 
appointments because there are not 
enough staff available to see them. In one 
branch, some customers were contacted 
on two separate occasions to cancel 
appointments. When you are a Challenger 
Bank up against the 'Big Five' you can't 
afford to do that but local management 
had no choice. 

• 	 Staff not being able to leave the branch 
on their lunch breaks because if they do 
the branch will not be able to open. Staff 
sit in the banking hall eating their lunch 
just so they can see the member of staff 
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working on the counter. In some branches 
the walkie-talkies. which allow staff to 
keep in contact when they can't physically 
see each other. don't work properly. 

• 	 Staff members being phoned at home 
on their day off because the relief staff 
working in the branch can't open the safe. 
In a number of cases members have had 
to go in to open the branch on their day 
off and wait until the relief staff arrive to 
take over. 

• 	 Staff have got TOIL hours stacked up but 
no way of taking them because of local 
staffing level shortages. Members in 
this position should contact the Union's 
Bedford Office and we will advise them 

how to make sure they get the hours back. 

Members of staff are being put in the invidious 
position of having to decide which procedures to 
follow and which not to follow just to make sure 
their branches can function on a daily basis. You 
can rest assured that if something goes wrong, 
it will be individual members of staff who are 
blamed and not the senior management who put 
them in that position. TBU will be undertaking 
a staffing levels survey to get to the bottom of 
what's going on but in the meantime members 
who have experienced similar kinds of incidents to 
the ones we have described above should contact 
us at 24hours@tbuonline.co.uk. 

MarkVBrown 
General Secretary 

USING TBU'S 1 DAY, 24 HOUR ADVICE SERVICE 


0 
TBU is the only trade union anywhere offering a full 7 day, 24 hour advice service, 
enabling members who need help to speak to an Official any time of day, 
365 days a year. And last year we took over 30,000 calls from members. 

We know that people's work problems don't go away when they leave work and issues 
sometimes start outside work anyway. Most members don't want to talk about work in 
the evenings or at weekends if it can be avoided but for those who need to, for reasons of 
confidentiality or convenience, we're there! 

GET ADVICE QUICKLY 


II
Problems at work rarely go away! 


As we've said before, we can do more and represent you most effectively if you 
contact us as soon as you become aware of a possible problem. Left, most issues 
get worse or at least become harder to resolve so we want to hear from you as 

soon as possible. We can then work with you to decide on the best way to tackle a concern 
before it becomes critical. 

And all contact with us is totally confidential so you can get in touch with us, secure in 
the knowledge that what you tell us won't go any further. That's one of the benefits of 
real independence. 
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TSB's Anna Karenina 
Moment? 
The Anna Karenina Principle, taken from the 
opening sentence of Leo Tolstoy's book, says that 
a deficiency in any one of a number of factors 
'ooms an endeavour to failure. Consequently, the 
I 

success of a particular endeavour is one where 
every deficiency has been avoided. 

TSB's BEC will have to decide whether every 
deficiency has been avoided before it gives the 
go ahead on 10th April 2018 for the system 
switchover during the weekend of 20th April to 
22nd April 2018. Another migration delay will 
presumably see TSB heads roll, and Sabadell's 
already damaged reputation for introducing 
new IT platforms on time and to budget will 
be lost completely. In fact, another delay 
could result in the FCA questioning TSB's 
ability to migrate customers onto the new 
platform securely. 

According to TSB, the recent migration dress 
ehearsals have gone well and we all hope 

the switchover goes smoothly and customers 
experience a seamless service when they move 
from one system to another. However, some of the 
feedback we are getting from members is quite 
worrying and needs to be taken seriously by the 
Bank including: 

• 	 ATM machines not producing mini
statements and customers pouring into 
branches to find out what's going on and 
requesting printouts. That is putting an 
increasing strain on many branches at 

a time when staffing levels are at crisis 
point. 

• 	 The stability of the new ATM machines 
is also a cause of concern. Members are 
reporting far more outages than normal 
and again this is putting increasing strain 
on hard-pressed branches. A number of 
branches have reported that customers 
are having difficulties navigating the new 
machines and understanding some of the 
new instructions. 

• 	 The time branch staff have been given 
to go through the new workbooks prior 
to the migration weekend. Many staff 
have said they haven't got time to 
complete the workbooks properly. Some 
are skimming through them quickly so 
their Line Managers can report to Area 
Directors that their staff are migration 
ready. Some members have said they 
can't complete some of the scenarios in 
the workbooks because the icons on the 
system are not working properly. Those 
problems, which have been reported to 
trainers, need to be fixed quickly. 

• 	 TSB has said that further advances on 
mortgages are being stopped until 
after migration. Whilst that may be the 
right decision for the business, it hasn't 
stopped customers coming into branches 
for appointments only to be told they 
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can't have that product unti I after 
migration. Understandably, customers are 
complaining and it's branch staff who are 
in the firing line. 

When completing an exercise of this magnitude, 
with so many different moving parts all needing 
to work at the same time, it's important the Bank 
gets honest feedback from staff about what's 
working and, more importantly, what's not 
working. Instead of getting that honest feedback, 
staff are frightened that if they raise issues 
regarding the new system, and those issues are not 
deemed to be wholly positive, that will be used 

against them. Indeed, some staff who have raised 
issues have been told they are "not exhibiting the 
right kind of behaviours" by Line Managers which, 
unfortunately, is not a surprise. Staff feedback 
good, bad or indifferent - should be encouraged 
because only then can the Bank ensure that 
customers get the system they need. 

If members have concerns about the new system 
they should contact the Union's Bedford Office 
immediately on 01234 716029. 

MarkVBrown 
General Secretary 

IT'S NOT JUST ABOUT DISCIPLINARY CASES 


You could be forgiven for thinking that almost all our work is about disciplinary 
cases. It's true that they form a large part of our work but we deal all the time with 
a much wider range of issues including: 

• Pay Issues 
• Grading 
• Performance Management 
• Bullying & Harassment 
• Contractual Disputes 
• Sickness Absence 
• Flexible Working Requests 
• Mobility 
• Flexible Resourcing 
• Holidays 
• Maternity/Paternity Leave 

http:www.tbuonline.co.uk
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12th March 2018 All Members Newsletter 

REDESIGNING TSB 

Recently Sabadell announced details of its 
strategic plan for the next 3 years. TSB also 
announced details of its key priorities for the next 
three years. In his presentation to analysts Paul 
;ester, Managing Director of TSB, said that the 
,c>eus for this year would be to migrate customers 
onto Proteo4UK and then to launch the new SME 
banking offering whilst taking advantage of the 
Royal Bank of Scotland £350 million lncentivised 
Switching Scheme and the £425 million Capability 
and Innovation 
Fund. 

TSB has an 
excellent chance 
of securing one of 
the largest grants 
from the Fund, 
assuming that its 
integration goes 
smoothly. TSBU 
are looking at the 
application process 
b see what help 

we can offer TSB. 

One of the most 

COST TRENDS 
84% IN TSB... .... .... .... 

56.2%~ ---
2017 2018E 2019E 2020E 


- - Cost:lncome Ratio - Gross Operating Income - Operating Expenses 

cost base by 
almost 30% and 
expect there to 
be no job losses. 
When they do 
come we would 
hope that most 
of the job losses 
could be achieved 
on a voluntary 
basis. 

Equally, it's fair 
to say that most 
of those job 

reductions will 

important messages from the Sabadell 
Investor Day was not what was said by 
Paul Pester but what was said by Tomas 
Varela, Group Chief Financial Officer for 
Sabadell. Mr Varela said that he expected 
to see a significant reduction in TSB's cost
to-income ratio from 84% to 56.2%. [cost: 
income measures the costs of running a company 
in relation to its operating income. The lower the 
ratio the more profitable a company should be.] 
The graph above shows the expected projections 
over the next few years. Now a significant chunk 
of cost reductions will come following migration 
when TSB stops making payments to Lloyds 

CALL 01234 716029 

Banking Group for the use of its IT systems. 
However, Paul Pester made it clear at the Investor 
Day that following migration he will "commence 
the redesign of TSB". 

Members need to be clear, when Mr Pester 
talks about redesigning TSB, he means job 
reductions. 

It's too early to say how many jobs will go and 
over what time scale but you can't reduce your 

be in head office roles, which was confirmed 
by Jaime Guardiola, Chief Executive Officer of 
Sabadell, who talked about a "new corporate 
core design" for TSB. It wouldn't surprise us if the 
Bank already knows which jobs are going and 
which areas of the corporate core are going to be 
redesigned. 

In presentations that covered almost 100+ pages, 
HR accounted for a couple of slides across the 
whole of Sabadell. So don't be surprised if HR and 
Operations for example, are not moved down the 
pecking order with different reporting lines. 

Continued inside >> 

www.tsbu.co.uk 
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THE TIMES I M onday March 5 201S ,Gu 

Call to scrap TSB managers' bonuses over IT delay

to Ulc IT programme. II iS undt>ar whl'· 

bv tomer rolloui" It added: ·TSB ha~ not 
_-__yl't conftr~e~ when the new platform20\S listed 

We will return to these issues when the Bank's 
ans are finalised. 

SCRAPPING IT 
BONUSES ••• 
Members will recall that we touched on the 
payment of very large bonuses to Senior 
Executives following the debacle over the 
implementation of Proteo4UK last year. Our 
argument is a simple one. If Senior Executives in 
TSB have lost the business £70 million because 
they didn't implement Proteo4UK on time then 
the last thing you would give them is a bonus. 

We're still surprised that those in charge of 
the project were not given their marching 
orders; junior members of staff have been 
sacked for much less. TSBU has written to 
Dame Sandra Dawson DBE, Chair of the TSB 
Remuneration Committee, regarding the payment 
of bonuses and a copy of the letter can be seen 
here Cptease cl!ck this ~xt to see the letter> 

TSBU's Newsletter and letter to Dame Sandra 

were picked up by the nmes which said: "TSB 
has attracted plenty of good publicity for its 
admirable belief in handing out annual bonuses 
to staff equivalent to six weeks of their salary. 

So it seems to go against the grain that having 
failed to meet a target to complete the most 
important immediate task in its in box... . the bank 
may still hand out millions of pounds in bonuses 
to senior staff 

STAFFING LEVELS AT 
BREAKING POINT .•. 
Whilst the Bank may be thinking of cutting staff 
numbers at the centre, what it should be doing is 
increasing staff numbers in branches. 

Many branches are at breaking point and 
how many of them are actually able to open, 
especially during the lunch break periods, is 
beyond us. 

The number of staff on long-term sick is at an 
all time high and that is putting extra pressure 
on those staff that are left. We heard of one 

~ 

branch last week that had 24 customers queuing 
at one cashier point. Whilst it's obviously true 
that customer transactions have fallen across the 
network and more customers are using different 
distribution channels, that's not the case in all 
branches. 

Many branches are having difficulty in 
coping at peak periods and that in turn is 
leading to more sickness that then puts 
branches under more pressure. And it's 
going to get worse once Proteo4UK is 
introduced. The new system is inevitably 
going to require a period of familiarisation 
and that is going to create more work 
pressures in branches. It's a vicious 
circle that needs to be tackled by Senior 
Management now. 

Last year the Bank appointed a number of 
'Wellbeing Ambassadors', who took on the role 
with the best of intentions, but they have proved 
to be largely ineffective in the branch network. 
These 'Ambassadors' can't deal with the big issues 
and have simply become sounding boards who 
can listen but can't act. 

th;,r Mr Pester a11d other senior exet.:u· 
tives ulhmaJl:(Y. will I~ paitl th~ S<l· 

TSBU will be carrying out its annual staffing 
levels and overtime survey shortly. That survey 
will tell us what's really going on in branches and 
we would urge members to complete it. In the 
meantime, we would like to hear from members 
about their own experiences of working in 
branches that are under staffed . What issues 
is it causing and what's the effect on customer 
service. 

Members can contact the Union's Bedford 
Office on 01234 716029 or they can email us 
at 24hours@tsbu.co.uk. 

MarkVBrown 
General Secretary 
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11th December 2017 All Members Newsletter 

Rocket Delayed Again'? 
According to members working on the migration to see them through to migration day. There is also 
project, TSB was only 57% of the way into the the fact that other projects in TSB are being put 
testing of its new banking platform up until a few on hold whilst all attention is being focused on 
weeks ago. Given the level of resources that have migration of customers on to Proteo4UK. 
been diverted on to this work over the last few 
months and the fact that we are approaching the We will keep members informed of developments. 
~hristmas and New Year holidays the expectation In the meantime, members with any questions can 
1rom staff on the ground working on the migration contact the Union's Bedford Office on 01234 716029. 
of customers to the new platform is that it's going to 
be delayed once again. The new date being discussed Staff Lose Trust In Leadership 
is the end of April, beginning of May. That's some 
7 months after the original migration weekend According to the results of the Partner Pulse Survey, 
was cancelled. Whilst some parts of the new IT October 2014, 82% of staff said they trusted the 
system have been introduced, it's the migration of leadership of TSB. The latest results from the Great 
customers, which is key to Place To Work Survey 
the success of Proteo4UK. show that figure has 
The cost of delaying "staff need to understand when fallen to 75%. Given 
the implementation of that TSB is a relativelyit's likely to happen so they can the new platform from new organisation, set 
November to end of Q1 organise their holidays, make up to challenge the big 
was put at £70 million by incumbent banks onesure that refresher training isPaul Pester. If that extends would have expected 
into Q2, those costs are completed and agree overtime that 'trust index' to have 
going to increase by up increased significantlyschedules to see them through ,) £15 million. And that's over the 3last years. 
rhoney which TSB simply to migration day" When asked whether 
can't afford. As we have "The Leadership Team of 
said before our concern is TSB have communicated 
that money for salary increases next year is going to a vision of the future that motivates me" 80% of staff 
be diverted to pay for migration delays. in 2014 said they had. In 2017, the same percentage 

of staff, 80%, agreed that they were motivated 
Whilst we can understand the Bank's reluctance to about the future but that's after 3 years. Again one 
give a definitive date for the migration of customers, would have expected that figure to increase. It seems 
given that the last one was wrong, staff need to that staff were crying out for something different 
understand when it's likely to happen so they can from what they had in Lloyds Banking Group but 
organise their holidays, make sure that refresher what they have ended up with is more of the same. 
training is completed and agree overtime schedules The HR Leadership Team has failed to capitalise on 
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the goodwill of staff by creating a vision of a 'new' 
bank that reflects its challenger status. Can anyone 
point to anything pioneering produced by HR since 
TSB started? We can't. It's the same old policies and 
practices rebadged in a different colour. 

Fair Pay Increase For TSB Staff 

The importance of securing fair pay increases for TSB 
staff was highlighted by last week's announcement 
that train fares in Britain will go up by an average 
of 3.4% from 2nd January 2018. That's the highest 
increase in fares since they rose by 3.9% in January 
2013. Last year the average member of staff in TSB got 
a pay increase of 2% and we expect that Accord and 
Unite will seek to agree the same average increase 
this year if they are allowed to get away with it. 

Rail Fares are just one of the cost pressures staff are 
having to contend with everyday. Consumers face 
the sharpest increase in prices charged by services 
firms in almost a decade, according to a survey, as 
a range of businesses from hotels to IT companies 
seek to protect profits against rising costs. Staff in 
TSB deserve a cost of living increase that at the very 
least matches the cost of living. And one shouldn't 
forget that a significant portion of staff are still be 
paid significantly less than the rates for their jobs 
despite in many cases doing those jobs for years. It's 
a scandalous state of affairs which the Bank needs to 
deal with now. Putting that right would be a good 
place for HR to start work in helping make TSB a 
better place to work! 

MarkVBrown 
General Secretary 

GET ADVICE QUICKLY 


Problems at work rarely go away! 

As we've said before, we can do more and represent you most effectively if you 
contact us as soon as you become aware of a possible problem. Left, most issues 
get worse or at least become harder to resolve so we want to hear from you as 

soon as possible. We can then work with you to decide on the best way to tackle a concern 
before it becomes criticwal. 

And all contact with us is totally confidential so you can get in touch with us, secure in 
the knowledge that what you tell us won't go any further. That's one of the benefits of 
real independence. 

) 
USING TSBU'S 7 DAY, 24 HOUR ADVICE SERVICE 

TSBU is the only trade union anywhere offering a full 7 day, 24 hour advice service, 

enabling members who need help to speak to an Official any time of day, 

365 days a year. And last year we took over 35,000 calls from members. 


We know that people's work problems don't go away when they leave work and issues 
sometimes start outside work anyway. Most members don't want to talk about work in 
the evenings or at weekends if it can be avoided but for those who need to, for reasons of 
confidentiality or convenience, we're there! 

http:www.tsbu.co.uk
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29th September 2017 All Members Newsletter 

TSB Liberation Postponed 
It's off. The 'Year of Liberation' to quote 
Paul Pester, MD of TSB, is being postponed 
until next year. Staff can sit down and relax 
because it was all a big mix up. Apparently 
someone in Gresham Street, and we won't 
apportion blame but this person needs to 
)>end more time in the office working rather 

..nan running round London parks with 
journalists, was looking at the wrong year on 
the TSBU calendar when he was planning for 
liberation. It's going to be next year. 

Paul Pester, who has gone out of his way all year to 
mention M-day at every opportunity, is now saying 
"I anticipate the migration event will move on into 
Q1 next year". That lack of certainty - 'I anticipate' 
- doesn't inspire any confidence at all on the part 
of staff who have sweated blood over the last few 
months to make sure they were ready for 4th and 
5th November. 

Let us not forget that the MD of TSB has received 
large bonuses, £800,000 last year and the same this 
year, on the back of migrating customers from the 

oyds Banking Group IT system to Proteo4UK. And1
instead of just accepting that overconfidence 
on the part of TSB Senior Management, a lack 
of planning and a failure to understand the 
complexity of moving large quantities of data 
has resulted in a humiliating climb down: 
TSB is seeking to blame the Bank of England 
and a possible interest rate rise on the 2nd 
of November. If Proteo4UK can't cope with 
an increase in interest rates then I'm afraid 
TSB has got a bigger problem than hitting a 
migration date. Equally, if an interest rate rise 
is the real reason, then delay the migration 
date by one week and not up to 19 weeks. 

And wait a minute, staff were told that Sabadell 
had done these big IT migrations before and 
were world leaders in this kind of transformation. 
What's happened? Are the technical problems 
surmountable and why did it take TSB/Sabadell 
almost 12 months to identify the technical issues? 
How much is this delay going to cost the Bank? 
Lloyds Banking Group must be laughing at the fact 
that TSB is going to have to pay them more money 
to manage the platform for longer. A number of 
members have already contacted the Union to 
say it's very convenient for Mr Pester to blame 
someone else for his own failings and those 
of his senior management team. If a member 
of staff had presided over such a humiliating 
disaster they would be subject to the 
disciplinary policy and probably looking for a 
new job. At the very least we would expect 
the senior management team and Mr Pester 
to be stripped of their Sabadell Integration 
Awards for 2017 and all other bonuses. 

Failure should not be rewarded . 

Moreover, we are aware that some branch 
managers have been rated 'off-track' for not 
having their staff trained and migration ready for 
November. We would expect those ratings to be 
reversed immediately. 

The Bank's announcement seriously plays down the 
hard work thousands of staff have put into making 
sure they were ready for November. In our last 
Newsletter we said: 

Staff are embracing the training but many, 
according to the number of calls being taken by 
the Union's Advice Line, are increasingly feeling 
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the pressure of trying to fit everything into the 
working day. We appreciate that staff can claim 
overtime, although even that's working better in 
some areas than others, but the constant juggling 
of resources when staffing levels are at an all time 
low, and sickness at an all time high, is causing 
tensions in some branches. And when staff are 
having to juggle so many different priorities 
at the same time, mistakes are inevitably 
going to be made. What's interesting is that 
TSB are increasingly taking a hard line when 
it comes to dealing with these mistakes. 

If TSB had managed this transformation properly 

) 


then rather than rushing to complete the training 
staff could have taken longer. Equally, we are 
also concerned the Bank will try to introduce 
refresher training and put even more pressure 
on staff in branches over the Christmas and 
New Year periods. We will be returning to this 
issue again in future Newsletters. In the meantime, 
we would like to hear the views of members about 
the delay and they can do that by emailing us at 
24hours@tsbu.co.uk 

MarkV Brown 
General Secretary 
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18th November 2016 All Members Newsletter 

Migration Readiness 

We have had a lot of feedback since the Union's 
last Newsletter on Proteo4UK. Many members 
have said that an additional 70 hours work 
over what is arguably the busiest time 
period, when staffing levels are stretched to 
breaking point in many branches, is causing 
rayhem. Staff understand what the Bank is 

.:rying to achieve but the way it is going about it is 
alienating the very people it should be motivating. 
Some part time staff have been told that they 
must increase their working hours to enable them 
to complete the training. Some have been offered 
overtime but many haven't. The comment of the 
member below is typical of the feedback we have 
received so far: 

" .....the problem we are having at our branch 
is it is the main holiday season and we have a 
lot of staff who want to be off with children. 
This is causing upset we have been told we can 
only have 1 off and have had to refuse some 
holidays. How can staff be motivated to do 
extra when they can't spend time with their 
families? No TOIL so full-timers expected to 

) work 6 day weeks when they cover Saturdays. 

I have think a bonus of thanks would certainly 

help staff be more motivated and the process 

easier." 


Staff are also being asked to sign a pledge form 
covering 'migration readiness', 'digital readiness' 
and 'customer readiness'. Whether members 
choose to change their working hours or 
patterns of work is a matter for them but 
the form itself gives the impression that 
agreed changes to working patterns and 
working hours are going to be permanent. 
If you do choose to be flexible and change your 

working hours or working patterns then you 
must make it clear on that form, we suggest 
under the signature boxes, that any changes are 
for July - December 2017 only and at the end of 
that period you will revert back to your previous 
working hours and working patterns. We would 
also suggest that you follow that up with 
an email to your Line Manager making that 
point. All too often discussions and verbal 
agreements get forgotten and members are 
left worse off. 

Equally, members who don't want to change their 
hours of work or working patterns should not 
be pressurised in anyway to become 'migration 
ready'. Members who feel that they are being 
pressurised to change their hours of work or 
working patterns should contact the Union's 
Advice Team immediately. We will be dealing with 
'customer readiness' in our next Newsletter. 

It's Inflation, Stupid 

The 2017 pay negotiations will take place 
against a dramatic rise in inflation with 
the Bank of England forecasting that the 
Consumer Price Index (CPI) will rise to 2.7% 
next year, up from the current rate of 1%. 
The National Institute of Economic and Social 
Research says that CPI will peak at around 
4% towards the end of 2017. And those are 
the CPI forecasts. The inflation figure we 
are interested in, is the Retail Price Index 
(RPI) because that figure takes into account 
housing costs which for most members is the 
biggest outgoing every month. Historically 
RPI has been higher than CPI because of the 
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different ways in which they are aggregated, 
the formula effect. and forecasters are 
predicting RPI rising to between 3.5% and 
4.5% for 2017. 

Last year the HR approved Unions, Unite and 
Accord, who between them still only represent less 
than 10% of TSB staff despite the fact they have 
been propped up by the Bank for the past 2 years, 
fell over themselves to conclude a pay agreement 
quickly. 

So, what are the signs of a Accord/Unite sell 
out? Well a pay pot of less than 3.5% for 2017 
means that the average TSB member of staff 
will see their living standards squeezed with real 
disposable incomes falling. Anyone getting less 

) 

than 3.5% will be worse off. And that's before we 
deal with the issue of progression to the market 
rate for the job. We suspect that TSB will want to 
get pay over with quickly, before inflation starts to 
kick in and staff expectations are raised, and they 
will have willing accomplices in Unite and Accord. 

The end-of-year ratings process will start in the 
next few weeks. TSBU will be providing further 
guidance for members telling them how to 
prepare for the end-of-year rating and that will 
come out shortly. In the meantime, members with 
any questions should contact the Union's Advice 
Team at 24hours@tsbu.co.uk. 

MarkVBrown 
General Secretary 

mailto:24hours@tsbu.co.uk
http:www.tsbu.co.uk


tsO 
St John's Terrace 3-7, Ampthill Street Bedford MK42 9EY I T 01234 716029 I F 0844 774 2356 I E 24hours@tsbu.co.uk I General Secretary: Mark Brown 

6th Octoberber 2017 All Members Newsletter 

£70 Million Wasted 

It's going to cost TSB £70 million for the delay customers to the new IT system by 5 months was 
in introducing Proteo4UK. That is money TSB, not a "delay" but was "replanning". Moreover, in 
which is seeking to challenge the Big Five trying to dance on a pinhead one can sometimes 
incumbent banks, can't afford to waste. To look stupid; when a journalist asked why the 
put that figure into perspective, the Bank migration couldn't be delayed by a week Mr 
is spending £2 million on a new flag ship Pester said "It would not have been possible to 

ranch in Manchester, the third of its kind, delay for only a few weeks because that would be 
dnd £70 mill ion would have allowed TSB to approaching the end of the year (TSBU: no, it would 
transform 35 more branches (including some have been the 12th or 19th of November), and in 
to enable it to launch into SME banking next January and February Sabadell and Lloyds publish 
year) and bring more competition to the UK their results, so the migration could not take place 
high street. Equally, that £70 million could then". (TSBU: Nobody is suggesting it takes place in 
have been distributed to January or February so that's 
every member of staff in a red herring!) Members 
TSB, 
the 
the 

excluding those on 
BEC responsible for 
humiliating debacle, 

"members have sweated blood 
to be ready for the original 

are not stupid they 
have heard the rumours 
like everyone else. The 

giving them all a one-off migration date, they want to systems developed by 
cash bonus of £8,235 each. 
Instead TSB is giving Lloyds a 
one-off cash bonus which itwill 
no doubt spend introducing 

know that they are not going 
to be affected adversely in any 
way by the delay in migrating 

Sabadell are not fully 
functional yet and there 
is lots of testing still to 
do. Moreover, some of 

more mobile branches to be customers" the coding is apparently 
located in those areas of the not up to scratch, which is 
l untry it had to vacate when causing further delays. 

1t offloaded branches under 
Verde. Lloyds will be using money given to it by Given that members have sweated blood to be 
TSB to poach TSB customers. Members of the GEC ready for the original migration date, they want 
in Lloyds are no doubt laughing at the irony of it to know that they are not going to be affected 
all. adversely in any way by the delay in migrating 

customers. The Bank has said that this delay and 
the extra costs will not affect the size of the TSBYou say ••Replanning", I say 
Award. If the Bank seeks to reduce the size of the

"Delay" TSB Award because of mistakes made by Mr Pester 
and the BEC then all hell will break loose. 

One must give TSB credit for coming up with the 
interest rate excuse and Paul Pester for trying to One of the advantages of the delay is that it
explain how changing the date for migrating will give staff more time to practice on the new 
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system but what we don't want to see is the kind 
of pressure we have seen over the last few months 
being exerted all over again. The Bank needs to put 
in place real life examples that staff can use when 
refreshing their training because one of the biggest 
complaints we are getting is that the training so far 
doesn't reflect the way staff interact with customers. 
A member responding to the last Newsletter, and 
we had many members saying the same thing, said: 

"Managers are all being called into meetings next 
week to ensure they can fulfil the TSB Customer 
Experience & at the same time use the new 
systems in a "role play." It will be a "fun packed 
day with lots practice" [that's a day of roleplays] 

BM's will then be "signing everyone off" when 
, they get back to branch - if the staff member can 
J fulfil the same! The emphasis is with whether 

you can still "identify customers needs" (flog 
products) whilst still using the new systems. They 
aren't actually interested if you can use the new 
systems they just want to make sure you can still 
flog the banks XXXX products. 

We all had 2 days of course training which 
consisted of about 30 minutes actual system 
practice & 13 hours of TSB Customer Experience 
refresher training .... " 

Rocket Man 

In the press it was reported "TSB's board will have 
to decide whether the setback will affect the bonus 

of Mr Pester, the lenders's chief executive, and 
other senior managers". Let's be clear the Union 
has represented members subject to the disciplinary 
policy for significantly less than losing £70 million 
and someone in TSB needs to be held accountable. 
It's no good being in charge and taking the 
accolades and rewards when things are going well, 
but then seek to divert attention away from your 
own performance when things have gone badly. 

Failure should not be rewarded. Peter Navin, 
TSB's Distribution Director, said "you don't 
need to be an astronaut to know that if the 
rocket isn't quite ready, it's best not to press the 
lift button". We couldn't agree more. However, 
those people who said that the rocket would 
be ready for launch on a particular day, and 
have worked the ground crew into a frazzle 
to ensure it happens, shouldn't be rewarded 
with massive bonuses when it's delayed by 5 
months. 

TSBU has massive experience of dealing 
with the vicissitudes of TSB when it comes 
to disciplinary cases and we would love the 
opportunity to represent Paul Pester. 

Members with any questions (or Paul Pester) can 
contact the Union's Advice Team on 01234 716029 
or email us at 24hours@tsbu.co.uk. 

MarkVBrown 
General Secretary 

) 

USING TSBU'S 7 DAY, 24 HOUR ADVICE SERVICE 

TSBU is the only trade union anywhere offering a full 7 day, 24 hour advice service, 

enabling members who need help to speak to an Official any time of day, 

365 days a year. And last year we took over 35,000 calls from members. 


We know that people's work problems don't go away when they leave work and issues 
sometimes start outside work anyway. Most members don't want to talk about work in 
the evenings or at weekends if it can be avoided but for those who need to, for reasons of 
confidentiality or convenience, we're there! 
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Migration Ready 
Lots of staff have come back from their summer 
breaks straight into migration training ready for 
November. For customer facing staff there are 
17 training modules and the expectation is that, 
depending on role, staff will spend between 36 
hours and 51 hours on training to be migration 
:rndy. That doesn't include any additional training 

modules that might be required going forward. 

Staff are embracing the training but many, 
according to the number of calls being taken by 
the Union's Advice Line, are increasingly feeling 
the pressure of trying to fit everything into the 
working day. We appreciate that staff can claim 
overtime, although even that's working better in 
some areas than others, but the constant juggling 
of resources when staffing levels are at an all time 
low, and sickness at an all time high, is causing 
tensions in some branches. And when staff are 
having to juggle so many different priorities 
at the same time, mistakes are inevitably 
going to be made. What's interesting is that 
TSB are increasingly taking a hard line when 
it comes to dealing with these mistakes. In 
)1e recent case a member of staff who was 

suffering from deep-seated psychological 
and emotional problems was dismissed for 
something which any sensible orgainsation 
would have dealt with through coaching and 
training. 

Interestingly, one of the comments we had from 
a member before the training started, and this 
member was writing to the Bank, on behalf of 
members in his branch, was: 

"Just that there is a growing concern that we 

are running out of time, and the staffing in this 
area is tight at present. The training is only going 
to make this tougher on those in the network 
to cope. I feel, and see my colleagues here just 
getting through the day as an achievement, 
and the thought of migration training on top 
of this is either stressing some out, or others are 
just saying it will get done when we have time. 
Ready or not for the 5th November". 

We are aware that some members who have been 
through the training and are having difficulty 
reconciling some of the scenarios they were asked 
to use, which are not particularly user friendly, 
with the current the PBS system. There are going 
to be problems with the new system, that's almost 
inevitable when you are undertaking such a large 
migration of customers, but the key is to make sure 
those issues, however small, are resolved before the 
system goes live. TSBU will be sending out a survey 
to branch and telephony members asking for their 
views on the training course, the new system itself 
and any issues which they feel need to be dealt 
with before 5th November. That survey will go out 
next week. In the meantime, we would like to hear 
the views of members about Proteo4 UK and they 
can do that my emaiing us at 24hours@tsbu.co.uk 

MarkVBrown 
General Secretary 
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